
(II Handle ali service typB ,~0mp1a n:s. 
• Flesolve cor~p:aints with Ccmmunicaticr. Assistants . 
., F0llov,; up witr·: ci.;H<.-rflns if rcq\.Jested by thP. ;:,ust•:,mo~s. 

H trn? complaint cor·cems a specific: tec:h·-~icai issue. a trouble tickel is fi!ed and the ticket number is 
documented on the customer Gontact form. The ticKet wtll bt? investigated and resolved by an on
site techll·ctan. Tre state-assigned Relay Program Manager is responsible for tracking all 
tech:1ical complaints a:~d following-up with customers on resolutions. 

If a rr1'scellaneous ccmpiaint is filed with customer service, a copy is faxed to the appropriate Relay 
Program Manager for resolution and follow-up with the customer. Illinois customers also have the 
option of calling Sprint's 24-hour Customer Service department ( 1-800-676-3777). the Sprint Relay 
Program Manager or the Illinois Telecommunications Access Corporation (ITAC) to file complaints 
or commendations. 

Illinois Relay has adopted the inrormal FCC procedure of closing all complaints, complete with a 
satisfactory resolution, within 180 days of the date the complaint was filed. Illinois Relay submits 
all complaints from June 1-May 31R to the FCC by the annual ,July jst deadline. To see copies of 
the Complaint Log Summaries from 2008 through 2012, please refer to Appendix J. 

C.7 Treatment oi TRS Customer Info 

(7) Treatment of TRS customer information, Beginning on July 21, 2(){)(), all future contracts 
between the TRS administrator and the TRS vendor shall provide for the transfer of TRS 
customer profile data from the outgoing TRS vendor to the incoming TRS vendor. Such data 
must be disclosed In usable form at least 60 days prior to the provider's last day of service 
provision. Such data may not be used for any purpose other than to connect the TRS user 
with the called parties desired by that TRS user. Such information shalf not be sold, 
distributed, shared or revealed in any other way by the relay center or its employees, unless 
compelled to do so by lawful order. 

Illinois Relay, through Sprint's Customer Preference Database, includes type of call, billing 
information, speed dialing, slow typing. carrier of choice, emergency numbers, blocked outbound 
numbers, IB.nguage type (English, Spanish, ASL) and call notes in customers' profiles, At the end 
of the ensuing contract(s) Sprint will transfer all TRS database records to the next incoming relay 
provider, at least 60 days prior to the last day of service, in a usable format. 

Sprint does not use customer information for any purpose other than to connect the TRS user with 
the called parties desired by that TRS user. Sprint will not sell, distribute, share or reveal in any 
other way by the relay center or its employees, unless compelled to do so by lawful order. 

§64.606 State Certification 

3(b)(1) Requirements for state certification. After review of state documentation, the 
Commission shall certifyr by letter, or order, the state program if the Commission 
determines that the state cerlification documentation: {i) Establishes that the state program 

Page 36 



Exhihit A i 

mt~ts Ot exueJs ali vpt!rationat, te<J!mica!, am:J functional minimum standards contained in 
§64.604: (10 Establishes that the state program makes available adequate procedures and 
remedies for enforcing the requirements of the state program, including that it makes 
available to TRS users informational materials on state and Commission complaint 
procei;lures sufficient for users to know the proper procedures for filing complaints; and {iii) 
Where a state program exceeds the mandatory minimum standards contained in §64.604. 
the state establishes that its program in no way conflicts with federal law. 

lllino:s Relay was JpprcwGd for THS Certiticatio:1 Renewal by the FCC in 2008. For a copy of this 
letter. please sc8 Appendix L 

§64.606(1) Notification of substantive change, {1) States must notify the Commission of 
substantive changes in their TRS programs within 60 days of when they occur, and must 
certify that the state TRS program continues to meet federal minimum standards after 
implementing the substantive change. 

No substantive changes. 
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Figure 1 - TRS CA Training Schedule 

Topics Covered During Trai~!!!,g 
The following is a comprehensive list of all training topics covered by Sprint during 'initial training. 

Orientation 

TRAiNING TOPICS 

Welcome and !ntroductron!> 
lntrodudion to Each Other 
Sprint Nextel CorporBt!on {or Vendor Company) 
Sprint ahead 
Values 
Sprint Nextet Overview 
History of Sprint Corporation 
Founders 
Long Distance 
Local Telecommurlcations 

/ ... ,, 

PCS , 
~-----------~~~~~~~~-~--------------------4~~~~~~--~~~--~~--~--Thc Role of e1 RBlay Agent Sprinf rF> User Connects to Agent bUt wants Connecting to 

Relay Connecting to Relay · Customer: ServiCe 
711 Sprfnt IP Two Llrie 'vco 
Dedicated T ol!-Free Numh&rs FRSO- Fe~ral Relay Service Onlil1e 
Equipment FRSO-call ptoeessing 
TTY FRSO !iep<>rting 
TTY Basics 'FRSO vari~tions 
TTY Etiquette Sprint !P/FRSO lntemt'ltional Calling 
Closing a Conversation SprinriP/FRSb Variations 
A9ent Responsibility Sprint IP/FRSO.Fast Busy , 
Call Set Up Sprint IP!f!RSO iwo Line VCO 
Call Closing Sprint IPJFRSO Conversation Lag Time 
TTY to Vo1ce Closing a Conversation Sprint IPJFRSO Interrupts 
Operator Role Closure VOice to AlM.(AOL} 
Op€1rator Close Protocol Guide: VM Greeting · 
Disallowed Calls VQice to AIM procedures 
Glossary of Abbroviations and Terms Voice to_.t\lM variations. 
TTY Practice Seb"Sion Olocked screen names • suspect 
Auto-Corrected Abbrevl::ltions International locations. 
Standard Abbreviations Cellular and Wireless Phones 
Typlng Variations Video Relay Service 
Internet Characters Blackberry Devices and Pagers 
NonMBaudot Supported Characten; TTY Pt.~bftc Payphone 
Verbatim~ Style Sprtrit t>~allortal Rel~y 
Contraction Spelling Spritll. lntemati.bnal (SI) 
PunctuatiOn lnbouritl ·Jriternati~na!·~llirrg. 
Agent'Operator Role Sprint International Variations 
SKSK Non-Standard ·TTY· 
Background Noises While TTY user is Typing Outtx>und l.ntematlonal calling 
Typing Monetary Units Transfer Menu 
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OvE::rviewof 
Syst<:~m and 
Equipment 

TTY Garble Dur'r.c; Typ;ng 
X'!(X tc Gc-rrEc~ T;T:ng Error 
!)th~r Comrn~H~icatio;< DE··1ices 
Do1ta ; ransmission Spsu: 
'lurho Code 
Turbo Code Interrupt 
Enhancod Turbo Diai Through· {ETurbu) 
Disable Turbo Code Mode 
ASCII - American Standard Code lnforrnatlon 

lnterchang~ 
ASCII Interrupts 
Sprint !P - Internet Relay 
Splint IP can processing 
ln~t::met Relay variations 
Sprint lP RELAY: Internet & IM access 
'GA' is optional 
Sprint IP Standard S!"rvir-.<=: Explanation 
Text Flo'<"' 
Interruptions without g&rbi<& 
Conversational flew 
ASL Emolicons -· Smi!eys ·- Tex: Messag~;> 

Abbreviations 
lPAcronym!" 
Spr:nt lP Varlctticms 
011 fmsrgar:cy CaHl'> 
Spanish and French LanguagE Ser.:1ce 
lntemational calling restrictions 
Sprint IP 
CorreGtional facilities/Jails 

Agent Profile 
'rhe Mouse 
Clicking the Mouse 
D~;:mging/Dropping 
Copy!F>aste 
Drop Down Boxes 
Lists 
Radio Bt.1:ton 
Scroll Bars 
Sliders 
Tables 
Tables 
Accessing a Progrsm 
Screen Displays 
Call Handling Screen 
Title Bar 
Banner 
Conversation Area 
Disconnect Message Status 
ColOr Scheme 
Agent Text Transmission 
C<!Mel Key 
!nformatron Bar 
Profile 
Help 
CaUl 
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CapTei 
Relay to CapT el 
CapT$! to Relay 
C&pTe! Tran:;;fers 
Dedic&tt:!d State CapTal Transfer 
Alternate languages 
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Spanish LanguagB Customer Service 
Relay Caller 10 
True Caller tD 
Per Call Block 
Per Line Block 
Permanent Gall Blocking 
Caner 10 S!ock.ing- True Caller lD- SS7 
Connecting Variations 
Misdlaled Relay Phrase 
Dialed 711 Instead of 911 
711 Spanish 
Request fur Relay Numbers 
Cellular/Wire!~ problem reaching 711 
611/811 {lECService Acooss) 
700 
900 Numbers and Cali Proeessing 
Correcti.onal facility/Prison Calls 
FAQS on the Use of Relay through 

Correctional Fa<.:ilities: 
Correct~onal Facility Call Processing 
Relay Abuse 

Dial 
Scratch PM 
Transfer Panel 
Haadsat Panel 
Status Bar 
Recprtl Feature 
Function Keys 
Block 
·Ctri-Switch 
Switch 
The Keyboard. 
Alpha 'Keys 
Function Keys 
Call Handling Keys 
Numerl¢ Keys 
C.urSbr Movement Keys 
Arrow-Keys 
Bacli:space 
Error Correction FunCWon 
Single Word Edit f-unction . 
Wol'd Substitution Feature 
Macros- Table. 
F!Jn<;~on Keys 
·OtltoFt(tidion Keys 
t31osaarj ofT ele!)hony Term!i. 
Bac~ground .N.oi~ · · · : 
Voice. Words 
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{Tune of VOICe) 

TTY to Voice 
and Voice to 
TIY 

Branding 

Recordings, 
Answering 
Machines, 
Pagers and 
AMR 

VCO{Voice 
Carry Over) 

Now ph nne irrl£10$ is GiiklteJ 
P,·ovk>e w;;Jfm and friendly greeting 
Corvers::1ticnsl T <'lne 

I 
Voice !nftecl:ivn 
AudibHity and breatr contrcl 
Pitch 

I Quali~' Operator Rol<: 
· Relay ROl$ I Relay Skills 
r Conversation«! Flow 

Staying focused 
listening skills 
Customer service skill 
Coping sl<llls 
Phrases 
Background Noises 
Voice Tones/Descnptive Word!> 
Tran.~arency ar:d Caller CortroL. ____ -· ·-· 
TTY to Voice Introduction 
Connecting to the outbound customer 
Announcement 
ExplanatiOn of service 
Deaf or hard ot healing E.xplaMtion 
!nl:emationa! Announcement 
TTY to Voice Procedures 
TIY to Voice Spectflc Person Rf.!quest 
Variations Specific Person Request 
TTY to VoKXl Ansvvered TTY 
Voice Person Not Available 
TTY to TTY Call Release 
TTY to Voice Ans. TIY {TTY to TIY) 
TTY to TTY Specific Person Request 
TTY to Voice No Answer 
Types of Busy Signals 
Redialing 
Inbound Answer Type Branding 
Database Branding 
1 ntroduction 
Recor<i!ng Feature 
Information Line Recording (TTY!Voioo) 
Touch Tone Dialing 
Using Touch Tones (TIYiVofce) 
Audio text interaction 
Variations for Recordings 
Record Feat~Jre Tips 
TTY-Voice Recordings 
TTY-Voice Recording Jnformatlon 
TTY-Voice Answering Machine 
Variatiqns: Ans Mach/Recording/Pagers 
Voice Mail Retrje.val 
VCO Introduction 
VCO Announcer:1ent 
VCO Service ExplanatiOn 
VCO Equipment 
Non-Branded VCO 
Branded VCO 
VCO No Answer 
vco Busy 
VCO Privacy 
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Pacing the Vbi~ Customer 
Brief pacing phrases 
Repeating information 
Voice Customer "does not say "Gr~. 
Handling Interruptions 
Voice Tone 
How Phono Image is Created 
Provide a Wami Greeting 
Why Conversational Tone? 
Transparency, Caller Ccmtrol & 

Confidentiality 
Rudenes('i, Types of 
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Create an Exceptional Customer Experience 
Greeting 
Announce 
Closing 
Suggested Redirect Phrases 

TTY tci Voice Busy Signals 
Regional BOO 
Voice t\i TTY 
Voice to TTY Introduction 
Connecting to the outbound customer 
Vo.ioo G~e.flng 
Vice c.a!l prog~ss 
Announcement 
Voice to TTY CSII (Healing Person Answer) 
Explarrirtl~n ·of service 
Voice to TTY ~-ce~ures 
Vq!ce to TTY ,~ecffic P~rson Request 
Voice to TTY Answered Voice 
Voice to TTY No Answer 
Voice tb TTY 'Busy Signal 

Br.mdlng procedures 

~R (An~.Machlrie R~tri~Vai) 
TTY-VOle&" Rager/B-ee~r (known} 
TTY-Voice F'ager/Seaper {unknown) 
Voice to TTY Pager 
Voice to TTY AnSwering Machine
Other Recording Variati{:lns 
Voice Mail System 
Privacy Manager/Qalllntel'cept 
Automatic Redial System Rec..oraings 
Switchboard$ · 
Red,ialing Yoi~eltl$il thru Swit¢hboard 
TTY ~Votce A'sking· for· ~pemflc 'Person 
t..iYa.per$m-OrL~\ns·.Maen ~ial . . 
Reverse Two-tbie vco lrrtltl · 
'Reverse 'fiNo-Line v.cd Procedure 
vco Variaoons 
vco ccimes In Voice Una 
2L Vco Conference·-.caus 
VCO Recjuests R-e,lay to give Rel<:ty # 
VCO Privacy while leaving message 
vco Voice Mail Retrieval 
2L VCO Voice Mail Retrieval 
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Billing 

HCO (Hearing 
Carry Over) 

Customer 
Database 

Dltectory 
Assistance 

tntroduceon 
Local cal\ description 
Paid by inbound Ovur Sprint Notwcrk 
Toll Free Calls 
Calls that Cannot Be Proc~&ssed 

COC (Carrier of Choice) 
Paid by Inbound 
Paid by Inbound Alternate Carr!ar of Chc•!Ge 
Alternate Billing (lntro) 
Billing OptiOns 
Collect 
FONCard (Sorlnt) Description 
LEC calling Cl'lrd 

Other long distance calling card 
Paid by Inbound 
Third Party 
Carrier of Choice 
Pre-pBid ca!llng card~ 
Billing Procedures 
Calling Cards 
Pald Billing wtth COG (TTY.Vok~e) 
Paid Billing with COC (Voice-TTY) 
TTYNolce Pre~Paic Ca!lin!J Card/BOO Card 
VoicE"JfTY Pro-Paid Gatling Cdrd/1300 Card 
Voice-TTY Collect 

HCO Announcement 
HCO Service Explanation 
Speech Disabled ·s· 
Non-Branded HCO 
Branded HCO 
HCO with Privacy 
HCO No Answer 
HCO Busy 

Enhanced Customer Database Profile 
Household Profile 
Edit Household Profile 
Navigating Customer Database 
Household Profile Panels 
Notes 
Frequently Dialed Numbers 
Personal Information 
Preferences 
coc 
Restrictions 
Blocked 
Emergency #s 
Sp(;och to Speech 
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Calling Card ~ Voice Originated 
Colleol: Calls 
coliect Call lntro 
TTY-Voice Collect 
Specific Person Requested 
Pers-on-to-Person Call 
Person-to-Person Call Proc~ssing 
'Collect Call - TTY .Voice 
Coil~ Call - Voice/TTY 
Third Party Billing 
Third Party Billibg lnlro 
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3r-d Party TTYNoice Sil!lng Voice Nt~mber 
3rd Party TTY·Volce Billing TTY Number 
3rd Party Voice-TTY Billing DY'Numb'ar 
Immediate Credit 
inbound tells wrong # 
Agent q!als wrong # 
Maline 
Roillming Fea:ture 
RestrlQted -Roaming 
Unrestrict~d Roaming 
Billing Variatit>ns 

Answered 
Voice~HCO Answered TTY (1) (2) 
Vo(ce-HCO recorded message answers 
Two-Line HCO (2LHCO) lntro 
Two-Line HCO Procedure 
Reverse Two-Line HCO 
HCO Variatiqns 
Inbound requests VCOIHCO 
HCO User Requests to Speak 

Customer 
Use}l::dit/New/De!~ C~,Jstomet Profile 
Vetffy Customer Password for Agent 
Verify Custon'l'er Password - CSR Only 
Customer PtofiJe Panels 
Persenaf InfO · 
Notes 
Frequently .Djaled-#s 
Preferenaes · 
t:mE~.rgency #$ . 
Speech to Speech 
STS Messages 
Database Profile Macros 

ca-u 
Number 

Sprint International Variations 
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Device to 
DE-wicB Calls 

Call Processing 
Variations 

Device to Device 
Function Keys and Banner Massages 
VCO l9 TTY and TTY t0 VCO 
VCO !oVCO 
TTY to HCO and HCO to TTY 
CA infom1ation----------- ----

Area Code Oniy In From Number 
Conversational Flow 
Static or Poor Connection 
Profanity towards Agent 
Redia ling 
Yeung Chlldren 
lnbound Dces Not Connec::t 
lnboond ASCI! 
Charges Refused 800 Number 
Tone Judgments 
Repealing !nformatio£1 
Restricted Calls 
Two calling from numbers 
LEC Sentlce Office 
611/811 
Double Letters 
CaH \tVeiting Feature 
Conference Calls 
Party Line Calls 
Three-Way CaHing 
Hard of hearing Customer Ans TTY Uno 
Spanish Calls to TX Sp Speaking Agents 
Request for Altemate language 
Caller Types in Alternate Language 
Voice Customer Hangs Up During a Cal! 
Variabla Time Stamp 
Customer Misdiaied PhraSB 
TTY Customer H~ngs Up During a Ca!l 
Non Standard TTY Capability 
Relaying Internet Ch~racters 
TTY User Does Not Type GA 
Dispatch Calls-- Pizza, Taxi. Carry-out 
Customer Reff<Ural Guidelines 
V~T Calls ansWered by Fax 
Customer Requests 
Holding for inbound prior to out dial 
Request for Company Information 
Request for lnform~tion 
Request for M or F Agent 
Request Specific Agent 
Agent Knows Customer 
Ruque&i for Rofay Nurnoor 
Customer Requests to Call Relay Service 
Request for CaJllng From Num:bor 
Request Telephone Number Referral 
Request for Daternme 
Customer Requests Agent to Modify Call 
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Request Long Information 
T-V Calf and V Requests 'Supervisor Gait 

Backs for TTY s 
Multiple Cans 
Sensitive Topics 
Suicide 
Abuse 
Illegal Calls 
Mswering Machines 
Hangs Up Before Message, left 
Do Not Type Recorded_Messages 
Answering Machine Fufl 
Change Answering Machine Message 
VCO Requests Leave Message' 1st out dial 
L,eaving a MessageV..:TTY AnsV 
Retrieving Messages from TTY V Ans Mach 
TIYScreQner 
Request to Leave TIY Message on Ans 

Mach 
Recordings 
Rc~!ohal800 
TTY Reque$ts "Dial That Number" 
Recording ~ith Relay Option 
Alternate Call Re:cording Reached 
English/Spanish 
Pound' 
T O!Jch T <me Phone 
Advertisements 
Do Not Type Recordings 
Get Live Person/Rep 
Conversation Being Recorded 
Dial NumberJrom Recorded Announcement 
vco 
Conference Calls 
Leave Relay Number 
Voice Mall Retrieval 
VCO Types and Voices 
Prompting 
Data Transmission Box 
Procrpting VCO on'Ho!d 
RequeSts VCO/HCO 
HCO 
F{-equests VCO/HCO 
Alternate Call Type Recording 
Bridge Left O~n 
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Emergency Call Emergency Cans lntro 
ProcMures Emergency Services ln~ef"'"'et-Errwrgen~;;y 

Internet (IP) Emergency 

federal Relay 
Service 

FCC Requin-1!11et1ts 
Emergency C<!H Processing 
Emergency Reporting 
TTY -Emergent;y 

FRS lntro 
FRS Announcement 
FRS Service Explanation 

Instant Messenger {IM) Emergency 
Emerganey.can Processing Variations 
Emergency form 

FRS Relay Procedures 
calf 

STS {Speech-_:· -·tSo;~hT(~~~~~aufu;;----~\Mi;it()"Ri(iiieejSfii;amilffii:-NQtei----J 
to··Speech} Introduction and Histo!}' SUI~.darttAhbreviatlon~ (STS) 

Healthy 
Detachment 

Healthy Relay 

Adult Leamer 

ST$ Description STS:-V6>lce 
Di~biiities Volce..STS 
Characteristics of STS users STS VGO·VOice 
Stereotypes Voice tQ $TS VCO (TTY answer r) 
Clarlfying Phrases Vol~ to STS VCO (VCO answer) 
Phrases to Avoid STS VC:O - 2 Line VCO · 
STS Phone lmage TTY~STS 
srs AgentTools srs-m 
Consistency Non-branded HCO to STS 
Patience ~ri"S•HCO 
Ask Yes or No Questions STS Hold Message 
No Personal Conversatton STS Call Takeover 
Phrases You Can Use Gonfidentiality.~ndTransparency 
Speech to Speech Alphabet Prqrsorial COin'i/errsa:tlorlS "'''~"'•""'"" 

The Learning 
Use of Different Modalitlos 
Adult Learning - Edgar Dale's Cone of Experience 
Elements of Lt)sson Design 
Focus 
The Adult Learner 
Objective and Purpose 

Cheq~ing Fqr Un.~rstanding 
Guided ·Practice 
·Independent .f>iacttce 
Summary 
Evaluation 
How to Give EffBctive ln..~truction 
Questioning Guidelines 

Illinois TRS Certification Renewal October 2012 7 



Exhibit B ii 

~ 

"1 /" :r"' v =;:! ~:;, ;l fiT"~ ; ",~'" i "" '' 
~ ~ 

I,~ I 
" (' tt!RAINING TOPICS 

I ' 
1 mquG 

Trust in Management 

---~--~-~ -----
Asseseirg The Assessment Process inT"fainTng --- Acceptable Time Frame 
Performance As&essment T.me • Whm ls invo!vBd? Acceptable ls Relative 

Pradica Time Ways to •coach" 
Spelling r e~t Feedback 
Written tests 

1 

Ma.inta!n-Self·esteem and Motivate 
Side by side evaluations Pass/Fail Guidelines 
Typmg Introduce .Assessment Form 

- - Form ~t-LJ.p-

lntroouction to Introduction to Diversified Ct:lture Why ls that$ Deaf Culture? 
Diversified Objectives Attachments: 
Culture Who Uses Rolay What Do You KnOw About Deafness (Q} 

Understanding Our Cuslomer What Do You Know About Deafness {A} 
Special Communication Needs Myths About Deafness 
Pathological vs. Cultural View of Deafness Two VIews of Deafness 
Characteristi<'A" of 0£?-~fness Loudness Levels 
Tjle Dt%~f COIJ!!!}Unij;y 

! History ln Europe Edward MJner G~lfaud~t 
Deaf Heritage History in North America Oral./ combloed Debate 

Al~xander Graham Bell 
Introduction to the DeafCommunJty Amertcan 'Athletic Msrt of Deaf 

The Deaf National Ass0clation of the Deaf Nattonal Theatre of tht:l Deaf 
Community Contributions to Society Assistiv~ Devices 

Mainstreamed Schoots Gaining Acceptance in tf:'IE! Deaf Commurtitv 
Sign Language lnt~rpreters Changes ·in<th~ OE>.$f C<lmm!JnitY 

The Deaf 
Different Commur.lc~lton Systems Rt,J!es for Using a Sign_ Language lnterpreter 
Exposure to English Interpreting Standa,Ps 

Community DEAF President Now 
Atf:ltude ChanQes toward the Deaf Community 

American Slfin What is ASL? RulesofASL 
Language Part History of ASl five P?ramelers of ASL 
1 ASL Recognized as Language English vs. ASL idioms 

--· Translate ASL to English and Vice Versa Amerlcah Sign Evolution of ASL 
Language Part ASL Syntax 
2 

TTYPhony and 
First T eltltypewrlter TTY Courtesy 
Evolution of the TTY Development of Relay Service Market 

TTY Courtesy Telecommunications Laws of Accessibllltv 

Hard of Maring 
Hard of healing and Late Deafened Customers Establishment of Self Help fur Hartl4 
Characteristics of Deaf Customers Healing People {SHHH)(NOYtfcthe 

and Late Assistive Devices for Deaf C.."Ustomers 'Hearing Lo$$Msocla1ion of AmE!tica' 
Deafened (HLAA}) 
Customers Rekivirm fur Deaf Cu!Stomtrs: 
Characteristics Establishment of Associationof1ate-Deafened Deaf-Biirid, Speech-Challenged, Spanish 
oflat& Adults (ALDA) Speaking and Hearing CUstomers 
deafened Relaying for law-deafened Customers 
Custom~ 

Characteristics Assistive Devices for Deaf-Blind Customers Deaf..Qiind· Pacing·.:.. all9~s;tne Q'A.td. $JW 
of Deaf~Blind Relaying for Deaf-Bfind CustomerS down th~rttansmiSSion to the Braille 
Customers rrtr;!Chine. · 

Characteristics Spoech·Challenged Gustomms Hearing cuStomers 
of Relaying for Spanish-Speaking Customers 
other users 

Ethics and Interpreting Standards TRS Rules -Operator Standards 
Confidentiality The ADA and FCC regulations for the Provision of Relay Center-Agreement Regarding 
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Agreement fh:gzm::iing Confidentiallriformation 

SPf\il•o f Tf{$ RELAY CENTERS AGHEt:MCNT REGARDING CONF!DENT!AL CUSTOMER !NFORMA f!ON 

lhJ CONSlDERiUiON of: (l) P1Y emp!cy;nent with Sprint/United Management Company or ar.y subsidiary, 

affiliate, or successo(-if'l· lnter~s:t of Spr!Pt Corpowtion ("Sprlnt"}, (2) my continued employment as kmg 

as mutually agreeable, and (3) the opportt.~'1ity to rece:1ve Sprint confidential customer information or 

other good and VBluabie consideration: 

AS AN EMPLOYEE Of THE RELAY SERVICES ORGANIZATlON, llJNDERSTAND THAT! AM BOUND BY ALL 

SPRINT POLICIES AND SPECifiCALLY, I AGREE AS FOLLOWS: 

1. ALL TE.LECOMMUN!CAT!ONS RELAY SERVICE CAlL RELATED INFORMATION SHALL BE KEPT 

STRICTLY CONFIDENTIAL I wi!l not reveal any information acquired during or observing a relay call. I 

wll! only discuss call-rela1:ed questions or problems with management or Human Resources. I agree to 

keep confidential all inforrniltlon ! learn ·m my position for the duration of and after my employment 

with Sprint ends. 

2. NO RECORDS OF CUSTOMER INFORMATION OR CONTENT OF ANY fELECOMMUNlCATIONS 

RELAY SERV!CE CALLSHAi..l BE KEPT BEYOND THE DURATION OF THE CALL, WITH UMlTED EXCEPTIONS 

FOR AUTHORlZED COMPANY PROCEDURES. I wi!! not keep a record of any customer information or 

conversation content beyond the durfltion of the call except in accordance with company procedures for 

relaying Speech to Speech calls or for billing and customer profile purposes. I will destroy all such 

records in my possession immediately upon completion of their authorized use. 

3. NOTHING MAY BE EDITED OR OMITIED FROM THE CONTEN1 OF THE CONVERSATION OR THE 

SPIRIT OF THE SPEAKER. I will transmit exactly what is said in the way that it is intended in the language 

of the customer's choice. 

4. NOTHING MAY BE ADDED OR INTE:RJECT ED INTO rHE CONTENT OF THE CONVERSATION OH THE 

SP!RlT OF THE SPEAKER. l will not advise, counsel, or int<"rject personal opinions, even when asked to do 

so by the customer. 

S. TO ASSURE MAXIMUM CUSTOMER CONTROL, I WILL BE FLEXIBLE IN ADAPTING TO THE 

CUSTOMER'S NEEDS. 

6. I WILL STRIVE TO FURTHER MY SKILLS AND KNOWLEDGE THROUGH CONTINUED TRAINING, 

WORKSHOPS, AND READING OF CURRENT LITERATURE IN THE FIELD. 

7. ALL SPRINT MAl ERIAL$ IN MY POSSESSION PERTAINING TO ANY SPRINT CUSTOMER WIU BE 

DEUVERED UPON THE TERMINATION OF MY EMPLOYMENT. 

I have read and understand the Sprint Relay center Agreement Regarding Confidential Customer 

Information. l agree to comply and understand that failure to do so will lead to company disciplinary 

action that may result in my termination and/or criminal prosecution. l also understand that 
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:hi.~H havJ?. tl<e nght l!"J an lnj:Jnction 2(';iii1'1St rnt:, enjoining any such breath without any obligation to 

post bond. ! agree- that ti;i:. ·.viH be in addftbn to and withottt limiting any other remedies or rights 

MANAGER/SUPERViSOR S!GNATUHE DATE 

CAPTEl CONFIDENTJAUTY 

Information obtained during a Cap Tel call should not be shared with any person except a member of the 

CapTel management staff who has asked tor specific information. This information may be needed to 

clarify technical, policy, emer;;:ency, venting, consumer or customer service issues. General call 

information will not be shared unless it is used to clarify, vent, or teach. Information about call content 

, should be discussed in a private area on!y. 

Only mformation c·itica; to resolving the situation wi!! be disclosed. This may include consumer name, 

name of business/agency,. gender of caller, type of call {voice in, Cap Tel in), day of week, time of day, 

city, state, or any C'lther details that. could in some way identify a consumer. 

A Captionist may feel the need to "vent" about a call due to problems, complaints or stress from 

handling the r.a!L The Captionist may ask to speak to a Supervisor or other member of management (as 

long as it wC!sn't their <:all) in a private area. Clarify before the conversation you wish to "vent" about a 

calL 

The success of CapTel depends on quality and complete confidentiality. Consumers will be ~ess likely to 

use the service if they feel their personal and professional calls are not kept in the strictest confidence. It 

is very important al! Captlonists understand and abide by the confidentiality policy. Any Captionist who 

breaks this policy wifl be disciplined, up to and including termination. 

Confidentiality Policy 

• I will not disclose to any individual (outside of a member of the CapTel management staff) the 

identity of any caller or information I may learn about a caller (including names, phone numbers, 

locations, etc.) on any Cap Tel calL 

• l will not act upon anv information received while processing a Cap Tel call. 

• l will not disclose to anyone the names, schedules, or personal information of any fellow worker 

at CapTei lnc. 
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., ~ wi;; r:ot :,h,.r'~ ;.;r;y inform;;t'on abo:Jt r,;;;.p ·~ el calli wit.h any~:ne ~::Y.c~;mt a member of tht: Cap Tel 

inc. m::lnagctY'.cnt staff in ordl?'r t(l invest 'gate c;Jmpk1int<>. technical Issues, ~tc. 

• f '.tiH t::mtinue tn ~old in tonfidence all irfcrmatk:m n:::lai·ed to the work «nd e<1lis i h;;;v•:: 

performed while at Caple! !nc. aft~r my employment er.d::. 

• ! wi\1 neve: revei::l! my Capt!on;st !D mm1ber if, CO(ljunction with my name unless asked by a 

lt\f:'mber ot thf: C<:~p Tt~; Inc. rnanagerneni staff. 

• l will not share with anyone any tech nita! asp€'ct of my position at CapTel Inc. unless asked by a 

member of the CapTe! inc. management staff. 

" I wit! not talk about consumers or call content with any fellow Captionists. 

" I will not li.sten to or get involved in calls taken by fellow Captionists. 

I have read the above Confidentiality Policy and understand a breach of confidentiality will result in 

disciplinary action up to and including termination of employment at CapTellnc. I recognize the serious 

and confident~<'! I nature of my positron and therefore promise to abide by these guidelines. 

Employee Name 

Date 
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Sprint' . 
Relay 

<insert carrier name> 

<insert contact name> 

<insert tel nbr or fax nbr> 

<insert email addres!.> 

Re: <insert customer {1~nd user name)>, <insert telephone number> 

Thank you for your interest to complete <insert carrier name> Toll calls with Sprint Telecommunications 

.l~e!ay Service (TRS). As the default Toll carrit>r for processing relay calls in more than thirty-two states 

(32), Sprint currently transports the traffic of customers who have selected you as their Toll carrier. 

however, many of your cu:.torner~ would p1 der to use <insert carrier name> LD for their toll calls. At 

present, Sprint TRS is unable 1o send the to !I calls from the regional centers or state access tandem to 

your network. Hence, this letter is being written to make you aware of a potential service-impacting 

issue regarding TRS calls and measures your company can take to ensure your customers' toll calls are 

completed through TRS. 

The Americans with Disabilities Act of 1990 m<Jndate TRS, and TRS standards are established and are 

monitored by the Federal Communications Commission (FCC). TRS is a service that links telephone 

conversations between standard (voice) telephone users and people who are deaf, hard of hearing, 

deaf-blind, or speech disabled using Text Telephone (TTY) equipment. The State Public Utilities 

Commission manages the day-to-day operations ofTRS and has contracted ;-.vith Sprir'lt Corporation to 

provide relay service in their states. 

Both, the Americans with Disabilities Act of 1990 and FCC's Order 00-56 on TRS mandate that all states 

provide TR$ and that TRS users shaH have equal access to their chosen interexchange carrier and to all 

other operator services, to the same extant that such access is provided to voice users. In order to 

provide this access to your customers, your company is encouraged to suhmlt a letter of authorization 

to accept TRS calls from Sprint. 

Attachment A lists the facility~based providers who currently participate at SprintTRS Carrier of Choice 

program. If your company (or your facility based provider) is not currently listed, please review the 

following and determine the appropriate follow-up action needed to be taken: 
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1. If y::Ju are a participatine rr.en'>bet at $print Carrier of Choice mogr<Hn, please disregard. 

2. !f vou are not a participating member at Sprint Carder of Choice program, you need to establish 

a netwnrk ptesence f.lt the regitma: cE'nters 01 state access tandem and accept calls from Sprint through 

the industry method 0f SS7 tnmking Jnd TRS billing codes. of !t"Jfo Digit Pair 60, 66, and 67 {see below), 

You will ne0d tc provid1·~ Spr!~!i wit!' ':iCUF toll earner's SS 7 Network Transit Selector information. 

Non-facility basf-~d provider 

1. lf your underlying toll carrier is a participating member at Sprint Carrier of Choice program, 

Sprint can implement the !XC brand name and pass the toll call information to the underlying carrier's 

CIC code and 557 Transit Network Selector information. Please submit a letter of authorization that 

would advise Sprint to implement the carrier brand name and to send the toll call information to its 

underlying toll carrier. 

2. If your 1.lrlderh.:i11g toll carrier is not a participating member at Sprint Carrier of Choice program, 

you will need to work with your underlying toll carrier to establish a network presence at the regional 

centers or state access tandem and accept ca!!s from Sprint through the industry method of SS7 trunk1ng 

and TRS billing codes of Info Digit Pair 60, 66, and 67 (see below}. You wm need to provide Sprint with 

your toll carrier's SS7 Network Transit Selector information. 

Before you subm!t a letter of authorization to Sprint TRS, please consider the following four factors: 

1. Your (or your ~.mdN!ying tol! carrier) C!C codes and SS7 Transit Network Selector information 

associated with 1-+, 0+, and 0- and International dialir1g must be loaded into the regional (and/or state} 

access tandems. 

2. You (or your underlying toll carrier} will need to support SS7 tandem interconnection. 

3. You (or your underlying toll carrier) will need to ensure that your translation tables are updated 

in order to appropriately receive, rate, and bill Sprint calls per Be!lcore industry standards. Sprint calls 

are designated as ANI ll Digit Pair 60, 66, and 67. 

4, If you utilize more than one underlying toll carrier to carry the toll traffic, select a single toll 

carrier that will accept Sprint traffic. 

Note; for detailed information regarding access tandem interconnection and carrier of choice 

provisioning through Sprint, please refer to ATIS/Nllf-{)08, the "Telecommunications Relay service

Technical Needs" dor.ument. 

Attachment B lists Sprint TRS Access Tandem Interconnection locations. The best way to provide access 

to your Toll network through relay service for your customers is to designate the 8 Sprint Regional TRS 

center/Access Tandem combinations as the points at which Sprint will hand off Toll relay service traffic 

to you. !rt this manner, any relay caller that wishes to use your services may be efficiently, and with 
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r~~Jtf'tl lv y0m t~et'N',cr~. Sbouid vcu not '>avt: a presence at one or mo(e of the 

tann~m co:;~b;n.:;t;ons, the traffit may be handed off at one of the regional 

Attachment Cis. z :>ampl0. letter ot auth0rizatior:. Once Sprint rE>ceives your written request to 

participate !n th0 Sprint TRS C:<rrier ot Choke program, Sprint will schedule translation updates in the 

iH'X'!: z;vaHabie r:-ci<:ase tusu8i~y 30 to 90 da:,·s). Information obtained from the carriers will be used solely 

for the purpo!.e of providing equai atcess for <insert carrier name> LD customers and shall be held 

proprietary. 

Sprint welcomes your company's partic.ipatkm in our TRS Carrier of Choice program at no cost to you if 

your company has network presence ar any of our listed regional center/state access tandem locations. 

Your participation at the Sprint Carrier of Choice program will create a win-win situation for our 

customers. Through Sprint) as the relay provider, customers wHI be able to enjoy uninterrupted servlce 

and your company will be able to generate additional revenue. 

Thank you for your prompt attention to this matter. If you have any questions concerning with the 

letter, please do not hesitate to call me at <xxx~xJo<·xxxx> or email at <Insert email address> 

Sincerely Yours, 

<ir.s1"rt name> 

Progrr.tm Manager, <insert state{s)> 

Sprint Relay 

CC: Michael Fingerhut, f:ederai Regulatory, Sprint 

<insert name>, Program Manager, Sprint 
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Sprinfs comprchcns1·;e Disaster Rt;,cPvt:ry Phm details the methods Sprint will utilize to cope 
v,·ith specific disa..'ltcrs. '(he ;;hm incl.ud:.:.s qrd.ck and reliable s-witching of calls, Spdnf~ TRS 
ru:h~/ork diagrams idc-ntif\'ing where traffic V.'ili be rerouted if vulnerable c1rcuits become 
inoperah1e, and problem reporting w~th eBcaluth.m protocol. Besid ... --:s service outages, the 
Di:;astcr Rc•.:-0\d:::ly P~an applies to sp..:-dfi;: tHsask1'<-' that affi.:ct nny technical area of Sprint's 
Relay nehvork. 

The first line of defense agCl.im;t degradation is the Sprint's Relay dynamic call routing that Sprint 
employs. Durillg a major or minor service disruption, the Sprint's Relay dynamic call routing 
net work feature bypasses the failed or degraded facility and immediately directs calls to the first 
available .Relay Operator in any of Sprint's fully inter-linked TRS Call Centers. ROs are trained 
in advance to provide S<.TYicc to other States; the transfer of calls between Centers is transparent 
k• users. 

Beyond the Sprint's Relay dy11amic call routing network, Sprint's TRS Disaster Recovery Plan 
details the steps that wi11 be taken to deal with any Relay problem, and restore 
Tele<:ommunications Relay service to its full operating level in the shortest p()Ssible time. 

STATE NOTIFICATION PROCEDt.fRE 

To pnwide the State with the most complctr: and timely infonnaticm on problems affecting Relay 
service, the trouble reporting pmccdurc will include three levels ofrespon~e: 

)' An 1mmediale report (as defined in the contract) 
> A 24-hour status report 
> A comprehensive final repmt within 5 business days 

4' 

Spri11t will notify the designaLed representative of the State wjthin fifteen minutes if a Relay 
service disruption of 30 minutes or longer occurs. The report will explain how the problem will 
be corrected and an approximate time when full service will be restored. Within 24 hours of the 
Relay service disruption, an intermediate report provides problem status and more detail of what 
action is necessary. In most cases, the 24-hour report reveals that the problem has been corrected 
and that full Relay s<..'tvice has been restored. 1bc ftnal compreheno;;ive written report, explaining 
how and when the problem occurred, corrective action taken, and time and date when full 
opt:ration resumed will be provided to the Contract Administrator within five business days of 
return to normal operation. Examples of Relay service disruption include: 

> TRS Switching System failure or malti.mction 
> Major transmission facility blockage of the last-leg circuits to the Relay Call Centers 
> Threat to RO safety or other RO work stoppage 
> Loss of RO position capabilities 
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P<:Ai.onnuilLe: at ·.:;K.l: Sr:i':r,t Rt:by C.\;r-,ter is a;(i!Ul;.>r·:;;<.:: .. :uu~..tmlc<usiy 24-hour.s$a-day. :;cv~n-days~ 
:H,.veek from Sprint's Servict Ass•Jtfu<.:;c Monitodilg Center (SAMC) in Over1and Park, KS. 

DIS,;\STFR RECOVERY PROCEDtJRES 

If the problem is wtlhin a relay centt.::r, maintt..''!nance can usua.!ly be pe.rtormed by the on-site 
technician, with assistance from Sprint's SAlvfC. If the problem occurR during non-business 
hours and requires on-sit;; assistance, the SAMC will page the technician to provide servic~;; 
remedies. Sprint retain~ hardware Spares at each center to allow -f(w any ty-pe of repair required 
without ordering additionaJ equipm~:nt (except tor complete loss of a center). 

Tfl\1E fRAMES FOR SERVICE J.<..ESTORATlO.l': 

Complete or Partial Loss of Service Due to Sprint Relay Equipment or Facilities 

f3 Sprint Relay Call Center Equipment 

A technician js on-site during the nonnffi business duy. The technician provides parts and! or 
resources necessary to ~.;xpcdite repair within two houn;. Outside of the normal bu~iness day, 
a technician will he on-site '1-vithin fou.r l10urs. The technician then provides part~ and ior 
resources necessary to expedit~ repair within t\vo hours. 

I;;; Sprint nr Te.ko :--Jet'lllork 

F acilitics or an om age of facilities dircdly SL'fving incoming TRS Relay calls wiH 
immediately be routed to one of the other Centers throughout the US. No inbound calls will 
be lost. Repair oflnterexchange and Local Exchange fibtrr or network facilities typically 
requires less than eight hours. 

18 Due to Utilitie." or Disaster at the Cenwr 

Immediate rerouting of traffic. occurs with any large-scale Relay Center disaster or utility 
failure. Service is restored as soon as the utility is restored, provided the Sprint Relay 
equipment has not been damaged. 1f the equipment has been damaged the service restoration 
for Sprint equipment (above) applies. 

£ft Due to Tek•) Facilities Equipment 

A Telco equipment failure will not nonnaHy have a large effect on TRS traffic within the 
state unless it occurs on Telco facilities directly connected to the relay call center. In this 
case, nonnal Sprint Relay traffic rerouting will apply. 
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-1 b( !(;.:lowing inf(mrm~ion is reqr.:!r('d whc:1 a user is reporting trouble: 
Scrvk·c DcscriPiion 
Callen; "t'~am~: 
Con!act ::\wnber 
Calling 1oiCal:ir.g fi·om. if appl[,~abk 
Desc.:npti.o11 d' the 
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trouble 

Service disruptions or a:nomalies that are identified by users may be reported to the Sprint Relay 
Cu.<:itorner Scrvke toil-free number at any time day or night, seven days a week. The Customer 
Service operator creates a trouble ticket aad passes the infi.)rmation on to the appropriate member 
of Sprint's Maintenance Team ii.;r action. Outside the normal business day, the SAMC will 
handle call~ from the Customer Service RO 24 hours a day, 7 days a week. The Maintenance 
Team recognizes mosi. disruptions in service prior to customers heing aware of any problem. Site 
technicians are on call at e~ch of Sp·ri.nt's twelve sites across the United States TRS call centers 
to respond guickiy to any event, including natural disasters. 

\1TfR is defined and detailed in Tables i ;md 2: 

Table J Time to Investigate+ Time to Repair+ Time to NotifY 

Table 2 -·Current MTTR Objectives 

Sprint's Mean Time to Repair is viewed irom the cusiorner;s perspective. A critical element in 
the equation is the Time to Notify, because Sprint does not consider a repair complete until the 
customer accepts the circuit hack a,<; satisfactory. 

ESCALATION PROCEDURES 

If adequate results have not been achieved within two hours, the Contract Administrator or a user 
may escnJale the report to the next level. The tab1c below details the escalation levels. 
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